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1. A method for routing calls tp service agents by one or more network devices, 
comprising: 

receiving an incoming call from alcaller; 

prompting the caller to provide aijdio input relating to the incoming call; 
recording the audio input; 
A trans ferring th e incoming call td an available one of the service agents; 
providing the audio input to thd available service agent; and 

connecting the caller to the available service agent after providing the audio input to the 
available service agent. 



2. The method of claim 1, (wherein the receiving an incoming call includes: 
receiving the incoming call at a switching device, and 



routing the incoming call to a 



3. 



The method of claim 



requesting, by the voice 
reason for the incoming call. 



, wherein the prompting the caller includes: 
response device, the caller to provide information relating to a 



The method of claim 



transferring the incoming cal 



device, 



storing the incoming call in a 



roice response device. 



, wherein the transferring the incoming call includes: 
Tom the voice response device back to the switching 

call queue within the switching device, and 
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5 sending the incoming call from the call Aueue to the available service agent 



5. The method of claim 2, wherem the recording the audio input includes: 



assigning a unique call identifier to tl 
storing the audio input in a file assoc 



e incoming call, and 

ated with the unique call identifier. 



6. The method of claim 5, wherein a server communicates with the voice response 
device and the available service agent; and 

wherein the providing the audio inpijt includes: 
receiving, by the server, an identity pf the available service agent to receive the incoming 



5 call, 



retrieving the audio input from the/file using the unique call identifier, and 
sending the retrieved audio input tp the available service agent. 



7. The method of claim 1, w 
obtaining additional information 



erein the providing the audio input includes: 
i elated to the incoming call, and 



providing the additional informat on along with the audio input to the available service 



agent. 



8. The method of claim 1, wherein the providing the audio input includes: 
sending the audio input to a data' device associated with the available service agent. 



9. A system for routing calls\to service agents, comprising: 
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means for receiving calls from/callers; 

means for prompting the callers to provide audio input relating to the calls; 
means for recording the audio input; 

means for sending the cajlls to available ones of the service agents; 
means for providing the! audio input to the available service agents; and 



means for connecting tl 



ie callers to the available service agents after providing the audio 



input to the available service a *ents. 

10. A system for routing calls to service agents, comprising: 
a switching device co lfigured to receive an incoming call from a caller; 

e configured to receive the incoming call from the switching 
rovide audio input relating to the incoming call, record the audio 
input, and send the incoming call to the switching device for transmitting to an available one of 
the service agents; and 

a server configured to associate the recorded audio input with the incoming call, receive 
identification of the available service agent from the switching device, and provide the recorded 



a voice response devi 
device, prompt the caller to j 



audio input to the available 



service agent. 



11. The system < )f claim 10, wherein the switching device is further configured to 
route the incoming call to the voice response device. 



12. The system 
request the caller to provide 



qf claim 10, wherein the voice response device is configured to 
information relating to a reason for the incoming call. 
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13. The system of claim 10, Wherein the switching device is further configured to 
store the incoming call in a call queue apd route the incoming call from the call queue to the 
available service agent. 
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14. The system of claim lp, wherein the server is configured to generate a unique call 
identifier for the incoming call; and 

wherein the voice response dfevice is configured to obtain the unique call identifier from 
the server and associate the unique iall identifier with the recorded audio input. 

15. The system of claim 14, wherein the server is further configured to retrieve the 
recorded audio input from the voice response device using the unique call identifier. 

16. The system of claim 10, wherein the server is further configured to obtain 
additional information related tolthe incoming call and provide the additional information along 
with the recorded audio input tofthe available service agent. 



17. The system of claim 10, wherein the server is configured to interact with a data 
device associated with the available service agent to play the recorded audio input for the 
available service agent. 



18. A system for routing calls to service agents, comprising: 

a switching device configured to receive an incoming call from a caller; and 
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a voice response device configured to refceive the incoming call from the switching 
device, prompt the caller to provide audio input relating to the incoming call, record the audio 
input, initiate a call to an available one of the service agents, provide the recorded audio input to 
the available service agent when the available service agent answers the initiated call, and 
conference the incoming call and the initiated call to permit the available service agent to service 
the incoming call. 
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19. The system of claim 18, wnerein the voice response device is further configured to 
send the initiated call to the switching device for transmission to the available service agent. 

20. The system of claim 19, wherein the switching device is further configured to 
store the initiated call in a call queue anp send the initiated call from the call queue to the 
available service agent. 

21. The system of claim 18J wherein the voice response device is further configured to 
wait for an acknowledgement that indicates that the available service agent has heard the 
recorded audio input and bridge the incoming call and the initiated call in response to the 
acknowledgement. 



22. The system of claim 18, wherein the switching device is further configured to 
drop a connection to the voice response device after the voice response device conferences the 
incoming call and the initiated call. 



-31- 



EXPRESS MAIL NO. E 




491125US 



W PATENT 
DOCKET NO. 00-4064 




23. A system for routing calls to sfervice agents, comprising: 

a voice response device configuredUio receive an incoming call from a caller, prompt the 
caller to provide audio input relating to tne incoming call, record the audio input, initiate a call to 
an available one of the service agents, provide the recorded audio input to the available service 
5 agent when the available service agent answers the initiated call, and conference the incoming 
call and the initiated call to permit the available service agent to service the incoming call; and 

a switching device configured Co receive the initiated call from the voice response device, 
store the initiated call in a call queue, and send the initiated call from the call queue to the 
available service agent. / 

24. The system of claim/23, wherein the voice response device is further configured to 
wait for an acknowledgement that Indicates that the available service agent has heard the 
recorded audio input and bridge tie incoming call and the initiated call in response to the 
acknowledgement. 

25. The system of claim 23, wherein the switching device is further configured to 
drop a connection to the voice re; ponse device after the voice response device conferences the 
incoming call and the initiated call. 

26. The system of claim 23, wherein the voice response device is configured to 
receive the incoming call over a public telephone network. 
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27. The system of claim 26, wherein the voice response device is configured to send 
the initiated call to the switching device oveythe public telephone network. 

28. A network device for routing calls to service agents, comprising: 

a forwarding engine configured to (receive an incoming call from a caller, prompt the 
caller to provide audio input relating to the incoming call, send the incoming call to an available 
one of the service agents, provide the auaio input to the available service agent when the 
available service agent answers the incoming call, receive an acknowledgement indicating that 
the available service agent has heard the audio input, and connect the caller to the service agent 
in response to the acknowledgement; and 

one or more audio detectors configured to record the audio input from the caller. 

29. The system of claim 28, wherein the forwarding engine is further configured to 
store the incoming call in a call queije and send the incoming call from the call queue to the 
available service agent. 

30. A method for routing calls to service agents by one or more network devices, 
comprising: 

receiving an incoming call from a caller; 

prompting the caller to provide audio input relating to the incoming call; 
recording the audio input; 

initiating a call to an available one of the service agents; 

providing the audio input [to the available service agent when the service agent answers 

I 
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connecting the caller to the available service agent to permit the available service agent to 
service the incoming call. 

3 1 . The method of claim 30, wherein the initiating a call includes: 
placing a conference call to the available service agent. 

32. The method of claim 31, wherein the connecting the caller to the available service 
agent includes: 

bridging the initiated call and the incoming call together. 

33. The methodjof claim 30, wherein the connecting the caller to the available service 
agent includes: 

waiting for an acknowledgement that indicates that the available service agent has heard 
the audio input, and 

bridging the initiated dall and the incoming call in response to the acknowledgement. 

34. A method for routing calls to service agents by a network device, comprising: 
receiving an incoming call from a caller; 

. prompting the caller to provide audio input relating to the incoming call; 
recording the audio input;* 

sending the incoming call t6 an available one of the service agents; 
providing the audio input to me available service agent when the service agent answers 
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the incoming call; and 

connecting the caller to the available service agent to permit the available service agent to 
service the incoming call. 



35. The mpthod of claim 34, wherein the connecting the caller to the available service 
agent includes: 

waiting for an Acknowledgement that indicates that the available service agent has heard 
the audio input, and 

connecting the ialler to the available service agent in response to the acknowledgement 
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